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Office of Accountability 

Performance Management and Accountability Assessment 

Quality Review  
Functions 

Due  
Process 

Regulation Investigations Compliance Opportunities for 
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Performance Management and Accountability  
(PMA) Assessment 

>50 Programs  
& Functions 

>50 Locations >400 Employees >1,000 Documents Ride-alongs Statewide 
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Contract Monitoring 

Incident Management 

Complaint 

Management 

D I V I S I O N S 

Recommendations  
for the 
 
refinement 
creation 
alignment 
integration 
 
of PMA functions 

Approach 
 
Deployment 
 
Learning 
 
Integration 

Divisional Themes 
Agency Themes 

 
Strengths and 

Opportunities for 
Improvement 

5 Dimensions 



Consultant-Led, Employee-Staffed  
Continuous Improvement Effort 

Review of the Child Abuse Investigation Process 

Receipt and 
assignment  
of referral 

Investigation 
Closure of 

investigation Documentation 

As a result of the Investigation 
Process Improvement efforts, 
work hours have been 
directed to value-adding 
steps to ensure child safety 

8 hours → less than 2 hours 
 
New tool to improve timeliness 
and quality of safety assessment 

Consultant-led 
DES Employee-staffed 



How is the Office of Accountability  
Creating and Fostering Continuous Improvement? 

Practice Improvement Process 
(Planning and Analysis Team) 

Opportunities for 
improvement; 
To-Be; Metrics 

Process mapping 
Goals & 

objectives; 
SWOC 

Stakeholder 
needs & 

expectations 

Establish Baseline Analyses 

A new approach to evaluate the effectiveness, efficiency and responsiveness of our key processes 
in meeting customer and business requirements 



Employee-Led, Employee-Staffed  
Continuous Improvement Effort 

Practice Improvement Process 
(Planning and Analysis Team) 

Public 
assistance 

benefit fraud 
investigation 

Adjustment of 
overpayment; 
Prepare for 
prosecution 

Review of the Public Assistance Fraud Investigations and Welfare Prosecution Processes 

Employee-led 
Employee-staffed 

Sub-process 
2 DES functional areas 
1 Division 
 



Employee-Led, Employee-Staffed  
Continuous Improvement Effort 

Practice Improvement Process 
(Planning and Analysis Team) 

Discovery of 
potential 

overpayment 

Public 
assistance 

benefit fraud 
investigation 

Calculation of 
overpayment 

Review of 
overpayment; 
Determination 

of IPV Adjustment of 
overpayment; 
Prepare for 
prosecution 

Appeals 

Prosecution 

Review of the Public Assistance Fraud Investigations and Welfare Prosecution Processes 

Employee-led 
Employee-staffed 

End-to-end process  
6 DES functional areas 
3 Divisions 
1 External stakeholder 
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Performance Unusual 
Incident 

Strategic Planning Process  

Organizational 
Issues 

Unusual 
Incident 


